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ABSTRAK 
 
Seiring berjalannya waktu memang tidak diragukan lagi bahwa 
Shangri-La Hotel Surabaya mampu menembus dunia internasional dan 
menjadikannya sebagai hotel berbintang lima paling bersinar diantara hotel-
hotel bintang lima lainnya di Surabaya. Kunci keberhasilan layanan 
perhotelan adalah menyediakan layanan yang dapat memenuhi dan 
menjawab kebutuhan pelanggan kapanpun, dimanapun, dan dalam kondisi 
apapun secepat mungkin. Tujuan penelitian ini adalah untuk menguji 
pengaruh service quality dan willingness to pay terhadap customer 
perceived value dan customer satisfaction pada pelanggan hotel shangrila 
surabaya. 
Peneltitian ini merupakan penelitian kausal dengan menggunakan 
metode survei. Teknik pengambilan sampling yang digunakan adalah non 
probability sampling. Jenis metode yang digunakan adalah purposive 
sampling. Sampel dalam penelitian ini adalah pengguna jasa hotel shangrila 
surabaya sebanyak 200 orang responden yang pernah menggunakan jasa 
hotel shangrila minimal tiga kali dalam satu tahun. Teknik analisis yang 
digunakan adalah SEM dengan bantuan program LISREL. Hasil analisis ini 
menunjukkan bahwa menemukan bahwa service quality dan willingness to 
pay memiliki pengaruh yang signifikan terhadap customer perceived value.  
Selain itu juga penelitian ini menemukan bahwa customer perceived value 
memiliki pengaruh yang signifikan terhadap customer satisfaction. 
 
Kata Kunci: Service Quality; Willingness To Pay; Customer perceived 
Value; Customer Satisfaction. 
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ABSTRACT 
 
As time goes by it is no doubt that the Shangri-La Hotel Surabaya is 
able to penetrate the international world and made it a five-star hotel as 
most shining among the five star hotels in Surabaya. The key to success is 
to provide hospitality services are services which can meet the customers 
needs and respond whenever, wherever, and anycondition as soon as 
possible. The purpose of this study was to examine the influence of service 
quality and willingness to pay to customer perceived value and customer 
satisfaction in the shangrila hotel surabaya customers. 
This research is causal research using survey method. Retrieval 
technique of sampling used is non probability sampling. The type of method 
used is the purposive sampling. The sample in this research is the user 
services hotel shangrila surabaya as many as 200 people of the respondents 
who had used the services of hotel shangrila minimum three times in one 
year. Analytical techniques used are SEM program LISREL with assistance. 
The results of this analysis indicate that find that service quality and 
willingness to pay has significant effects on customer perceived value. In 
addition, the study found that the customer perceived value has a significant 
influence on customer satisfaction. 
  
Keywords: Service Quality; Willingness To Pay; Customer perceived 
Value; Customer Satisfaction. 
